Laurbel Surgery

Friends & Family Test (FFT)

FFT was introduced in December 2014 and since then the practice has ask patients to complete a
short questionnaire to tell us about their experience of our service. Results were submitted to as
required to NHSE via CQRS.

Analysis of FFT’s between December 2014 to February 2016 — 333 returns received

Question 1 — How likely are you to recommend our GP practice to friends and family if they
needed care or treatment?

Categories Result % Received
Extremely Likely 306 92%

Likely 22 6.5%
Neither likely nor unlikely 5 1.5%
Unlikely 0 0%
Extremely unlikely 0 0%

Don’t know 0 0%

Results

B Extremely likely
H Likely
Neither

Question 2: If we could change one thing about your care or treatment to improve your
experience, what would it be?

| Comments:

e Always helpful nothing too much bother. Always prepared to listen to me and help.

¢ Difficult to get an appointment but know it's the same everywhere across NHS. Not a
criticism. Happy at surgery.

e | have been coming here all my life and think Dr Dave is very good Doctor and knows all my
history.

e Dr Dave and J and all the staff represent a True Family practice. All staff are prepared to go
the extra mile for their patients.

e Usually seen quite quickly — all pleasant.

Dr Dave listens to problems — talks them through with you and discuss any treatment if

needed nothing is too much trouble for him.

Very good Surgery.

Very good at practice — all staff

Fantastic as always

Would be nice if we could advise patients if we change anything. Apart from this no

problems. One place in confident in.
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New Nurse very nice

After listening to some peoples experiences with their Doctors | feel very lucky to have a
caring Doctor and staff. They are always ready to listen.

Very good friendly co-operative staff. A national family GP practice.

Everyone are so friends and helpful.

| have always been satisfied with my treatment.

We have always found the Doctors and staff extremely helpful and our care First Rate.
Thanks to all.

Very satisfied w3ith care. Friendly GP and staff.

Family Doctor Practice. Confident in care received. Been with practice 26 years.

Very friendly practice. Very helpful. Dr Dave been great through my pregnancy

Very good.

Dr Dave has the complete understanding of the way | am feeling at this time. Completely
trust him and value the support he is providing to me. The reception staffs are fantastic and
always have been throughout my time with this practice.

The Doctors listen to you. Take the time to explain. Are patient. Have a wonderful bedside
manner.

No change needed. Everything Fine. No problem. First class.

My family have not encountered any problems regarding care or treatment.

Cannot think of anything.

Nothing

No point in changing its fine as it is. Not to change for change sake.

Very happy with my care and treatment

Less waiting time for practice nurse appointments.

Nothing

Better availability of appointments.

Very good, always able to get appointments. Staff friendly and helpful.

You cannot change a system that is spot on.

Nothing

Toys for children while waiting for appointment. May be radio in the background.

| was treated very well. Would not change anything.

I am very happy with the service | receive here.

Nothing. The Nurse is really friendly, helpful and caring.

All good here

Can’t think of anything. Very happy.

Nothing

All great

Nothing but nice words to say about the surgery

The surgery is an excellent service. The Receptionists are extremely helpful.

There is nothing that needs changing as the level of care and attention received is excellent.
None

None at present

Nothing thanks

Nothing at all. Very good service.

Nothing

None. Pleased with service offered. Very efficient appointment available today.

No changes required

Nothing

Nothing — happy

Everything fine as it is. No change needed.

Nothing

Nothing. It's very good

Nothing

| think the treatment and experience is very good. Excellent service.
Nothing

Today’s treatment fantastic

Very happy with service

No change required

None. Very happy with all services provided by the surgery.

That | did not have to wait a week to see a Doctor.

May be advice about how to prevent things like chest infection etc.
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Availability of appointments. | am working mum who cannot get though at 8 am for ring on
the day appts and ends up usually waiting almost a week to see the doctor.

Nothing

Unable to get an appointment when you need one

Never any appointments

Never have any problems

Nothing to suggest

Nothing

No need to change anything. Very happy with the service | receive.

New nurse very nice

Friendly and helpful

Genuine knowledgeable responses to queries / worries. Pleasant and approachable.
Excellent treatment

1% class doctor, a real credit to his profession and the people of Bilton and NHS. 35 years of
excellent service.

I changed surgery from Marfleet Group Practice to Laurbel Surgery. | would highly
recommend. It's an excellent surgery.

Can usually get appointment if ring at right time and good service from receptionist.

Very good Doctor. Always kind and very good service.

We always have good caring service. The doctors her are excellent and we would
recommend them to anyone.

Always listens. Very good. Always can get an appointment. Friendly

Family Doctor since childhood. Personal service. Always makes me feel welcome and
happy. Recently () encouraged my husband to join this doctors too

Efficient friendly service from everyone and a very caring attitude.

Because Dr Dave is the best GP

Good care and always listed too. Thank you

Both Doctors are fantastic. Always explain everything thoroughly and very patient and
understanding. Nothing is every too much for any staff at the surgery

So friendly. No issue getting appointments never let me down. Best practice | have been to.
Both Doctors caring and considerate. Appointments can always be obtained in a reasonable
time. Other practice staff always helpful.

Would be nice if we could advise patients if we change anything. Apart from this no
problems. One place | am confident in.

Fantastic as always

Very good at practice — all staff

Dr Dave listens to problems. Talk them though with you and discuss any treatment if needed.
Nothing too much trouble for him

Usually seen quite quickly. All pleasant.

Doctors Dave and J and all the staff represent a true family practice. All staff is prepared to
go the extra mile for their patients.

| have been coming here all my life and think Dr Dave is very good doctor and knows all my
history

Difficult to get an appointment but know it's the same everywhere across NHS. Not a
criticism. Happy at surgery

Always helpful. Nothing is too much. Always prepared to listen to me and help.

Both doctors are very attentive. | always receive first class service at this surgery.

Both Doctors are very good and listen. | have been with Dr Dave 35 years. He is a wonderful
Doctor.

Excellent all round from Reception to Doctor

My husband and | have always had a good experience when coming to the practice for help.
Always a friendly efficient service. GPs are wonderful and so are the nurses. A great
surgery.

Always helpful. If a short notice appointment is required they will endeavour to help. If
cannot get appointment staff will help on phone. Repeat prescription service good
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Excellent

| have always received first class treatment

Dr Dave is always very patient and has always got time to listen. He is a wonderful Doctor.
Friendly staff. Always helpful and efficient.

Always efficient friendly service with food access

Always great service from all staff

Prompt service and friendly. Good response to every ailment. Excellent

My wife and | have been with this practice for a number of years and have both had very good
service from this practice and care service is excellent.

We love our practice. We have been coming here many years. The staff and GPs are
wonderful and see to it that we get the right treatment (if needed) when we attend an
appointment. YAY LAURBEL SURGERY!!

Been my GP all my life. Wouldn’t change it.

Personally My Doctor (DR DAVE) is very helpful and welcoming. Basically | feel in very safe
hands

Have been with Dr Dave’s practice for many years. It's always friendly, helpful.
Appointments are easy to manage and getting repeat prescriptions easy as well. All the team
are professional.

Staff always willing to help with getting to see The Doctor/Nurse. Staff friendly and
approachable. Have been at the practice 40m years and sol are my children and husband
and always received first class service

Couldn’t recommend this surgery (Doctor, Nurses and receptionist) highly enough. Nothing is
too much trouble. Laurbel Surgery should be the benchmark other surgeries judged by.
Outstanding!

Have been a patient here for over 25 years and have been very satisfied with all services
provided.

Could not be better service. Please do not go to big practice. All staff is very good.

After 30+ years with our excellent Dr Dave | would recommend him every time. He has
looked after my family so well. Also Dr Jaivelloo is good and caring.

| stay with this practice because | can always get an appointment and always happy with the
treatment given.

Always happy with the service. Can always get an appointment and Doctors and staff always
helpful and polite. Very happy patient.

Very personal one on one treatment. Practice try hardest to give your an appointment.

| have been with this practice for 29 years and have always been well looked after by all the
staff. | make special mention of Dr Dave who has helped me so much throughout my times of
illness.

*ixx Excellent is all | can say. We trust Dr Dave with our lives, we credit him with saving Tom
our son *rxx*

Very caring staff and Doctors. Always there to listen to any concerns

Never made to feel unwelcome. Always made to feel they care.

Because the Doctors are very professional and caring. This is true of reception staff.

Friendly and good

Great family practice

Dr Dave is always very helpful and has a very good advice. | am very satisfied with today’s
consultation today as always. Thank you

Always very friendly. Now you can book appointment and Repeat Prescription online. Life is
much easier. Have had excellent care with understanding my medical condition.

If | feel | have a problem | have always found | can speak to the Doctors and always came
away from the surgery feeling reassured that | have received the best possible care. | would
recommend this practice to anyone as been excellent.

Because the service is good.

Because for 34 years | am my family have received excellent medical care from Dr Dave and
Nurses.

Dr Dave has been my GP since birth and is the Doctor for my whole family.
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Friendly staff. Always helpful. Appointments when you want one either with the nurse or the
Doctor.

Have always been very will looked after

Sometimes find hard to get appointment even when call first thing

| have been with the surgery just about all my life. | wouldn’t feel rfight going anywhere else.
Its friendly and comfortable.

Always been satisfied with treatment. Pleased that | can now order repeat prescription online
and made this appointment online also.

| have always received polite and honest attention.

Good service and advice.

Everyone at Laurbel Surgery are very helpful and you are made to feel that you are not taking
advantage of the health service. Dr Dave and partners are the TOPS

Very friendly practice. Always try your best to fit in for appointments and | feel | can approach
both Doctors with any issue.

Dr Dave and his staff are excellent. Always helpful, understanding and go that extra step to
support myself and my family — Thankyou

Always has time to investigate any problem. Always pleasant and polite, he is a very good
doctor

Dr Dave listens and takes care of me and all my family very well

Helpful & friendly doctors

I've always been and had a pleasant experience and helpful staff

Small friendly practice. Always see the same nurse for bloods and my usual nurse for asthma
checks.

My husband and | are very satisfied with the service we get from the practice

This surgery has looked after my family for the past 42 years. | can only say what loving and
caring people they are and Dr Dave is an excellent doctor.

Surgery staff are always friendly and polite. Rarely late for appointment - very family feel to
the surgery, quite often remember faces.

| like the fact that there are only two doctors. Also | can always be given an appointment even
if it's a few days away.

Always had the best attention from this practice. Many thanks

Very Good! Dr Dave

Dr Dave kind and compassionate

I've been with Dr Dave for 34 years and is a great GP and reception staff are always very
helpful

Always receive excellent care and treatment from my GP Dr Dave. Can get an appointment
as needed and feel very supported

Ease of obtaining an appointment. Dr Dave is always helpful and supportive.

| feel | can talk to Dr Dave

Always friendly, welcoming and helpful. Willing to listen.

Immediate appointment. Swift service, caring doctor

| have been with this surgery for years and have always been satisfied with the service — the
doctors are very good and so is the staff. Brill!

Always very helpful and understanding. Lovely doctors, nurses and receptionists — keep up
the good work.

Have been good to me and my family for many years — more of the same thank you.

Excellent care, put my mind at rest — did not rush me during my appointment

I've always been accepted quickly for appointment and receive good treatment

Nice people. Always keen to help!

| find your reception on all occasions first class nothing is too much trouble

Very friendly doctors | feel comfortable with. Have been coming to this surgery for over 20
years. Always happy with care & advice given!

Excellent knowledge and discussion with Doctor

Always had exceptional consultations with Dr Dave. Always been treat very good by staff
when telephoning or tasking in reception

| have always been more than happy with the care me and my family have received — thank
you

| am always received by my GP in a positive manner and given speedy treatment for my
ailments
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e Doctor always makes time to see my daughter. She has had heart problems and he always is
available to help

e | would recommend this doctor to all my family and friends as everyone is very helpful and
friendly. My husband and | have had great care for the four years we have been coming here

e Lovely Doctors, Nurse and Staff x

¢ Always manage to get an appointment when needed and the Doctor and staff are very
friendly.
Good all round service that’s it no more no less. Just what you need.
Very good practice

e Doctors, nurses and all reception staff are friendly and helpful; you are made to feel important
and helped because they want to help and not because they have to!

e **** ] think your practice is as good as it gets, the teamwork you have developed is the secret.

All your staff and | do mean all work extremely well together, providing us the patients with a

great service. Well done! 02/11/15 ****

Good service and staff

Find all staff pleasant and helpful and can usually be seen by the doctors in reasonable time

Small and friendly always see same doctor and nurses

All staff friendly and helpful — very pleasant at all times

*x% Excellent service by all the staff a credit to the practice — should be more surgeries like

this one ****

e *** | can get an appointment fairly quickly. The waiting room is always spotless and quiet and
| can get assured of excellent treatment ****

e The staff are always friendly and helpful. The nursing staff are extremely good and put you at
ease. Dr Dave is very good and | can talk to him with no problem, always there for you

e | always receive an excellent service from the staff and feel very cared for by the doctors

e *™* The Laurbel Surgery is the best practice | have ever had from the Secretary’s waiting
time, nurses and especially my Doctor who is lovely and never rushes me, | recommend the
surgery to a friend who has since moved to it ****

o *** Really professional always happy to help. Nothing to much trouble — Dr Jaiveloo brilliant
with kids! ****

o 30 years of visiting the surgery without any adverse feeling regarding advise/treatment

¢ No problems with any of doctors or reception staff. Always helpful even on phone

e You are all so lovely caring and very friendly. The doctors are amazing and make me feel
very pleased

o Very efficient staff

o ***No problem making appointments excellent care ****

e The many years | have been with Dr Dave have always been a pleasant experience despite
the reasons
This surgery and doctors are so helpful and | would recommend everybody to join the practice
*xx Excellent surgery. Good doctors and staff. Always helpful, been a patient for 30 years —
speaks for itself! Usually seen promptly and efficiently ****

e Good doctors and staff very helpful. Service very good. Always seen on time. Would certainly

recommend to others

***+% Because you can talk to the doctors and they listen and the same with nurses ****,

Always listen to and helped in the best way. Always referred if any scans/test needed

Dr Dave is very good, empathy excellent, kind and knowledgeable

Dr Dave listens to all my problems and explains everything very well. All staff are welcoming

too.

Due to my symptoms being investigated and test done to put my mind at ease — thank you

e Approachability!

o Dr Dave is very sympathetic to a problem and always listens to me. The nursing staff are very
friendly and efficient and the clerical staff helpful

We thank all the patients who helped us with this survey.

Dr G Dave
March 2016



